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resultof effectivenessmeasurementof CRM. Theinputdatafromquestionnaireprovideas a valueof
customersatisfactionwithintheperspectiveof customersatisfaction.Furthermoreinputdatafrom








The marketcompetitivenessin the era of
globalizationhaschangedthemarketingmodel
whichwasinitiallyproductcenteredtocustomer
centered.It meansin producinga productor
service,firm shouldconsiderthe needfrom
customerpointofviewasanimportantcriteria.
This paperwork, a model of effective
measurementisdesignedfromBalanceScorecard
(BSq. With a modificationto the four








expectation.If the performanceis underthe
expectation,customerwouldfeeldissatisfaction.
D20
If the performancefulfills the expectation,
customerwouldbesatisfiedandextremelyhappy.
To attractandmaintainthecustomer
The firm nowadayshouldtakethe customer
defectionrate into account.It is the rateof
customerloss and takingimmediatestepsto
decreasethetrend.






























































importantrole to the success of CRM
implementationthat is: CLS (Customer Life
















Theprocessof takinga decisionis basically
choosingan alternative.The main tool is a
functionalhierarchywithhumanperceptionasthe
maininput.





objective,criteriaand the possibilityof other
alternativestotheverybottomcriteria.
Making a matrix of intertwined









effectiveof CRM activity,the companycan
perform CRM effective measurementby

























In measuringtheCRM effectivein the
company,BSC perspectiveisusedinLikerscale,
thatis, score5 meansverygood,score4 means
good,score3 meansfair,score2 meanspoorand
score1meansverypoor.




The value performedwith Analytical
HierarchyProcessmethod.
AlgorithmMethod
In developingthissoftware,it is necessarytoset
uparuleappropriatewiththeexistingtheory.
1. Model of total value of customer
satisfaction, customer satisfaction
perspective.
2. Modelof CK, CI, CS andCV valuing
perspective.
3. Modelof valuingperspectiveCK, CI, CS
andCV.
4. ModelofCK, CI, CSandCV.
5. Modeloftotalvalue.




userside is a shell for makingrelationand
runningWindowsapplication.Whilein viewof
theprogramming,Windowsis workingonsome












certainlybe helpfulfor userin usingWindows
application.Theoretically,if theuserhasbeen

















visual basic is not only found in individual
programminglanguage,howeverthesystemof
Visual Basic programmingis integratedin
MicrosoftExcel, MicrosoftAccessand some
otherMicrosoftapplication.While the Visual





In performingthe calculationof customer
relationshipeffectivemeasurement,a tool is
neededto simplifyits calculation.So far, the
calculationis performedmanuallyso thateach






















If we pressthemainmenuin theintroduction
menu,thenwe will comeintothemainmenu.












































processwhich is a functionalhierarchywith
humanperceptionas themain input,thenthe












evidencethatthe softwareof CRM effective
measurementthathas beenmademayrun as




Oneof thebenefitof softwareis thatit canbe








quality dimension, perception and
customersatisfaction.
. Facilityinprintingdirectly.
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